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ABSTRACT 
 

One of the top fast-food restaurants in the 
world, McDonald's has more than 36,000 
locations across the globe. In Malaysia, 
there are more than 320 branches 
countrywide and they employ over 15000 
employees around the country, supplying 
career, and development opportunities. 
This study aims to focus on how satisfied 
the employees are with their job and their 
loyalty towards the fast-food joint. 
Moreover, this study will also explain how 
the employees' job satisfaction plays a 
crucial part in shaping their loyalty towards 
their workplace. For this study, we have 
surveyed the employees of five different 
McDonald’s branches in Malaysia and 
Indonesia, namely McDonald’s Kulim, 
McDonald’s Alma, McDonald’s E-Gate, 
McDonald’s Lowokwaru, and McDonald’s 
Darmo. Online surveys help to collect a 
huge amount of data while interviews 
provide deep and clear opinions and 
feelings of the employees. The findings 
indicated that pay and job satisfaction are 
positively associated with employee loyalty. 
Thus, when McDonald’s understands and 
learns more about the employees’ 
satisfaction and loyalty, it can provide better 
customer service and the customer receive 
higher satisfaction.  
  
Keywords: Coworkers, Employee Loyalty, 
Job Satisfaction, Pay, Promotion, Working 
Environment
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INTRODUCTION 
 
The fast-food industry has experienced tremendous growth since first coming to 
Malaysia in 1963. Following a successful year in 2021, McDonald’s Malaysia presented 
their RM1.35 billion five-year business expansion strategy. Despite a record-breaking 
year in 2019, McDonald’s Malaysia’s business suffered in 2020 as a result of the Covid-
19 limitations, which reduced guest visits. However, the fast-food company swiftly 
strengthened safety and hygiene measures across its 300 locations to reduce the risk of 
illness. It altered its strategy to focus on crucial revenue generators like the McDelivery 
Digital Platform, Drive-Thru, and McCafe.  
 
McDonald's is one of the world's largest fast-food industries, with over 36000 restaurants 
globally. Undoubtedly, its outstanding service has won it a strong reputation among 
consumers, but job satisfaction remains an unavoidable concern for McDonald's. 
Employees are the backbone of a fast-food business and may be satisfied with their work 
for various reasons. Some may feel satisfied with their promotion despite the difficulties 
of their duties, while others may cherish the atmosphere of cooperation and 
collaboration.  
 
According to the Cambridge Dictionary, job satisfaction refers to the sense of joy and 
accomplishment you get from your job when you know your work is worthwhile or the 
extent to which your profession offers you this feeling. Meanwhile, Hoppock defined job 
satisfaction as generally a combination of psychological, physiological, and 
environmental determinants that leads a person to say honestly (Hoppock, 1935). 
According to this point of view, while a range of external elements influences job 
satisfaction, it is ultimately an interior issue relating to how a person feels. Job 
satisfaction presents a set of factors that contribute to a sense of satisfaction. 
 
Job satisfaction is among the significant factors determining the efficiency and 
effectiveness of commercial enterprises as it will directly impact employee loyalty. For 
instance, a company that is always concerned about its workers will give its employees 
higher job satisfaction and increase employee loyalty. Therefore, McDonald’s should 
maintain a high level of job satisfaction for their employees as it may be a sign of the 
workers' good emotional and mental state. This allows the employees to always be loyal 
to the company from time to time.  In short, this paper aims to study whether the factors 
stated will influence job satisfaction and loyalty among McDonald’s employees in order 
to improve the better consideration for better organizational performance.  
 

LITERATURE REVIEW 
 

Pay is defined as the amount of financial remuneration received (Luthans, 2011). Pay is 
the financial compensation given to employees by the firm in exchange for their work. 
According to Neog and Barua (2014), pay, benefits, and opportunities for advancement, 
all significantly impact employee satisfaction and loyalty. Low pay will demotivate the 
staff and cause dissatisfaction. Employee performance will decrease if they work hard 
and believe they will be fairly compensated but received less than expected. Employees 
who are dissatisfied with their workplace will consider leaving (Lim, 2019). By the end of 
2022, McDonald's Malaysia intends to raise the minimum salary to RM1,500. Wage 
increases have made employees feel more satisfied and loyal to McDonald's, leading to 
increased productivity and customer satisfaction. The following hypotheses have been 
formulated for our research on McDonald’s: 
  
H1: Pay is positively related to employee loyalty. 
H6: Pay is positively related to job satisfaction. 
 
 

https://ejournal.aibpmjournals.com/index.php/IJTHAP


International Journal of Tourism and Hospitality in Asia Pasific (IJTHAP) Vol. 6 
No. 2, pp. 40-50, June, 2023 P-ISSN: 2685-8800 / E-ISSN: 2654-7945 
https://ejournal.aibpmjournals.com/index.php/IJTHAP 
 

42 

Promotions 
A promotion is a move from one position with lower status and responsibility to one with 
a high position and responsibility. A promotion increases both wages and status. 
Seniority, work performance, loyalty level, and honesty are all important factors in job 
promotions (Rinny, Purba, & Handiman, 2020). Employee satisfaction and performance 
are significantly impacted by job advancement. Employee promotion or career 
development is something that companies should consider to boost employee loyalty 
and satisfaction, namely by providing equal opportunities for all employees to improve 
skills both in theory and in practice through various training, experience, and education, 
so that the possibility of promotion will motivate employees and reduce turnover 
intention. McDonald's is a learning organization that fosters talent, develops leaders, and 
recognizes achievement. McDonald's provides career opportunities for advancement 
and growth to help its staff members reach their full potential. McDonald's restaurants 
provide a variety of career advancement opportunities, including global training 
programmes, high school completion courses, and tuition assistance for colleagues. The 
following hypotheses have been formulated for our research on McDonald’s: 
H2: Promotions are positively related to employee loyalty. 
H7: Promotions are positively related to job satisfaction. 
 
Coworkers 
Coworker social support is defined as colleagues' willingness to assist each other 
(Akgunduz & Eryilmaz, 2018). For instance, being caring, not spreading gossip, 
respectful, friendly, and supportive. Coworker support refers to work colleagues helping 
one another in their duties when necessary by sharing their expertise and knowledge as 
well as supporting and encouraging one another. Employees can exchange ideas more 
honestly and openly in an environment where coworker support is vital. Employees will 
develop positive attitudes toward the job and their productivity will improve in an 
organization where both manager and coworker support is perceived (Ergün & Nartgün, 
2017). Coworker support has a positive correlation with employee satisfaction but a 
negative association with job stress and a desire to quit. The following hypotheses have 
been formulated for our research on McDonald’s: 
H3: Coworkers are positively related to employee loyalty. 
H8: Coworkers are positively related to job satisfaction. 
 
Working Environment 
The workplace environment is everything that persists around employees and can 
interfere with their ability to complete the work that has been assigned to them  (Badrianto 
& Ekhsan, 2020). The physical condition of the workplace and the social condition of the 
workplace are the two primary aspects of the workplace environment. A good work 
environment is very important for job security, workers' safety, and maintaining a clear 
understanding between employees and supervisors. Still, most organizations place less 
emphasis on the working environment (Taheri, Miah, & Kamaruzzaman, 2020). Their 
workplace environment will influence employee performance. A pleasant workplace 
environment creates a feeling of security and allows employees to contribute to their full 
potential. Employee emotions could be affected by their workplace environment too. 
Employees who like their workplace will be more comfortable at work, increasing their 
job satisfaction and loyalty to the company (Badrianto & Ekhsan, 2020). A good working 
environment boosts employee productivity and performance. The following hypotheses 
have been formulated for our research on McDonald’s: 
H4: Working environment is positively related to employee loyalty. 
H9: Working environment is positively related to job satisfaction. 
 
Job Satisfaction 
Job satisfaction refers to how happy employees are with their jobs. Job satisfaction 
encompasses an employee's feelings and also structural aspects of work like pay, 
promotion opportunities, working environment, and coworkers. Job satisfaction is 
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defined as people's attitudes toward their jobs. Job satisfaction's attitudinal nature 
implies that an individual will typically remain with a satisfying job and leave a 
dissatisfying job (Arokiasamy, 2019). Job satisfaction occurs when a job fulfils an 
individual's expectations and standards. Employee commitment and performance in the 
workplace will be influenced by job satisfaction. When workers are satisfied with their 
job, it triggers a cascade of positive impacts that straight improve organizational 
performance (Kee et al., 2021). Job satisfaction is a very complex phenomenon because 
determining how distinct people perceive job satisfaction is difficult. Everyone is unique, 
and what gives one person job satisfaction may give another job dissatisfaction. 
According to Ukandu & Ukpere (2014),  employees who are happy and motivated are 
more likely to complete good work and provide excellent service to customers. A poor 
working environment may cause poor worker satisfaction, a lack of fringe benefits, low 
pay, etc. Unsatisfied employees will lead to high absences, poor work quality, and a high 
employee turnover rate. 
 
McDonald's mission is to be employees' favorite way and place to work. McDonald's has 
a wonderful people-centric work culture in which its workers work in an enjoyable and 
energizing environment where everyone feels like a team member (McDonald’s 
Corporation, 2022). Besides that, McDonald's offers their employees career and 
educational growth, development opportunities and training to gain knowledge, improve, 
and reach their full potential (Kee et al., 2021). Good coworker relationships, a clean 
work environment, and career opportunities will increase employee job satisfaction. 
Employee job satisfaction is one factor contributing to employees performing well at 
work, influencing employee loyalty (Bagis, Dianti, Darmawan et al., 2021). The following 
hypotheses have been formulated for our research on McDonald’s: 
H5: Job satisfaction is positively related to employee loyalty. 
 
Employee Loyalty 
Employee loyalty refers to the desire of the worker to stay in the organization and do 
everything as efficiently as possible, as evidenced by a willingness to work under 
ordinary circumstances and acceptance of company values (Puspita, Nugroho, & Banun, 
2020). Low employee loyalty will damage and cause issues such as loss of trust, 
inefficient work, absenteeism, and intentions for high turnover (Darmawan et al., 2020). 
Employee loyalty is an employee's commitment to giving their best effort to an 
organization. Employees with a high level of loyalty will follow the workload and 
regulations imposed by their organization or supervisor (Saputra & Mahaputra, 2022). 
Employee loyalty rises from the fairness provided by the organization, both in salaries, 
career development opportunities, and working hours. High job satisfaction will increase 
employee loyalty to the company. Figure 1 below illustrates our research model, and a 
total of 9 hypotheses were formulated. 
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Figure 1. Our Research Model 
 

 
 

RESEARCH METHOD 
 

In order to collect information on how satisfied the employees are with their job, we have 
chosen the empirical research method as the research method. Typically, in research, 
the researcher includes primary and/or secondary data (Johari, 2022). In the empirical 
research method, the researcher's conclusion is backed by strong and legit proof. The 
empirical research method requires true shreds of evidence to explain further and 
support the conclusion that has been made by the researcher (Bouchrika, 2022). In this 
research, we have used the quantitative method to learn the job satisfaction level of 
McDonald’s employees. The quantitative method is usually used by researchers to 
collect data in numerical form (Sundararajan et al., 2020). A researcher who uses 
quantitative method typically conducts surveys to collect data (Bouchrika, 2022).  

 
Sample and Procedure 
For this research, we conducted an online survey to collect information on the job 
satisfaction of Mc Donald’s employees. Google Forms was used to build the online 
survey. A five-point Likert scale was utilized in this survey, and respondents could 
choose from one (Disagree/Less likely) to five (Agree/Most likely). The online survey was 
conducted by having employees from three McDonald’s branches in Malaysia, 
McDonald’s Kulim, McDonald’s Alma, and McDonald’s E-Gate and two McDonald’s 
branches in Indonesia, McDonald’s Lowokwaru, and McDonald’s Darmo. The online 
survey form was sent to the participants primarily through WhatsApp and other social 
media applications. We targeted McDonald’s employees as our respondents as the 
research aims to study their job satisfaction and how that leads to employee loyalty. A 
total of 110 responses were collected at the end of this online survey. 
 
Measures 
The online survey contains seven parts, which are demography, pay, promotion, working 
environment, coworkers, job satisfaction, and employee loyalty. Demography focuses on 
the background of the respondents, and the information was retrieved from questions 
such as age, gender, ethnicity, religion, and work experience. The pay section includes 
five items that focus on the satisfaction of the employees towards their salary. The 
example item is “I get paid well”. The promotion section contains five items, such as “I 
think that McDonald’s promotion policy is fair” which focuses on the satisfaction of 
employees towards McDonald’s promotion policy. Coworkers section has five items, 
such as “I have a healthy relationship with my coworkers” which emphasizes the link 
between the employee and their coworkers and how it contributes to job satisfaction. The 
working environment section contains four items that focus on the satisfaction level of 
the employees towards their workplace. The example item is “I think that McDonald’s 
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has a comfortable working environment”. The job satisfaction section includes nine 
items, such as “I enjoy working at McDonald’s” which aims to gather information on 
overall job satisfaction of the employees. The final section, which is employee loyalty has 
seven items such as “Will you be working for McDonald’s in the next two years?” which 
focuses on how loyal the employees are towards their job.  

 
Table 1. Summary of Respondent’s Demography (N=110) 

 
Response Frequency  Percentage (%) 

Age 
18 to 25 
26 to 35 
36 to 45 
Older than 45 

 
61 
31 
12 
6 

 
55.5 
28.2 
10.9 
5.5 

Gender  
Male  
Female  

 
57 
53 

 
51.8 
48.2 

Ethnicity  
Malay  
Chinese  
Indian  
Indonesian  

 
33 
20 
38 
19 

 
30 
18.2 
34.5 
17.3 

Religion  
Islam  
Buddhism  
Hinduism  
Christianity  
Sikhism  

 
51 
15 
34 
9 
1 

 
46.4 
13.6 
30.9 
8.2 
0.9 

Work experience 
Less than 1 year  
2 years 
3 years  
More than 3 years 

 
29 
36 
18 
27 

 
26.4 
32.7 
16.4 
24.5 

 
Table 1 depicts the summary of respondent’s demography. Based on Table 1, 61 
(55.5%) of the responders are in the 18 to 25 age bracket. This shows that most of the 
McDonald’s employees are secondary school leavers and university students. The 
second largest age group is 26 to 35 with a frequency of 31 (28.2%), followed by the 36 
to 45 age group with a frequency of 12 (10.9%). The smallest age group is older than 45 
with a frequency of 6 (5.5%). The respondents are mostly male with a frequency of 57 
(51.8%). There were 53 (48.2%) female respondents. Most of the respondents were 
Indians with a frequency of 38 (34.5%), followed by Malays with a frequency of 33 (30%), 
Chinese with a frequency of 20 (18.2%), and Indonesians with a frequency of 19 (17.3%). 
According to the online survey's findings, the majority of respondents practice Islam as 
their religion with a frequency of 51 (46.4%), followed by Hinduism with a frequency of 
34 (30.9%), Buddhism with a frequency of 15 (13.6%), Christianity with a frequency of 9 
(8.2%), and Sikhism with a frequency of 1 (0.9%). Moreover, the online survey revealed 
that 36 (32.7%) respondents, which is the majority, have worked in McDonald’s for 2 
years. 29 (26.4%) respondents have worked in McDonald’s for less than a year. 27 
(24.5%) respondents have worked in McDonalds for more than 3 years. 18 (16.4%) 
respondents have experience working in McDonald’s for 3 years. 
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RESULTS 
 
Table 2 shows descriptive statistics, information on dependability, and zero-order 
correlations between variables. All variables tested show strong reliability ranging 
from .70 to .94.  
 
Table 2. Descriptive Statistics, Cronbach’s Coefficients Alpha, and Zero-order 
Correlations for all study variables 
 

Variables 1 2 3 4 5 6 

1. Pay 0.737      

2. Promotion 0.333** 0.895     

3. Coworkers 0.300** 0.554** 0.900    

4. Work Environment 0.394** 0.681** 0.741** 0.883   

5. Job Satisfaction 0.436** 0.811** 0.739** 0.818** 0.937  

6. Employee Loyalty 0.379** -0.095 -0.043 0.125 0.122 0.692 

Mean  3.576 4.220 4.329 4.425 4.086 3.204 

Standard Deviation 0.575 0.677 0.622 0.627 0.635 0.609 

No. of Items 5 5 5 4 9 7 
Note: N = 110; **p < .01 level. The diagonal entries indicate Cronbach's Coefficients Alpha. 

 
Table 2 shows the results of Cronbach's Coefficients Alpha and Zero-order Correlations. 
Coefficients of Cronbach Alpha use information from a single test administration to 
determine reliability (Cho & Kim, 2015). Zero-order Correlations estimate the correlation 
between the variables in the model. Cronbach's Coefficients Alpha between 1 and 0.9 is 
deemed "Excellent," between 0.8 and 0.89 is considered "Good," between 0.7 and 79 is 
deemed "Acceptable," between 0.6 and.69 is considered "Questionable," between 0.50 
and 0.59 is deemed "Poor," and below 0.59 is considered "Unacceptable." (George & 
Mallery, 2003). There are 110 McDonald’s employees participating in the survey to 
investigate factors influencing job satisfaction and employee loyalty of McDonald’s 
employees. In this model, four factors are suggested to influence McDonald’s 
employees' job satisfaction and loyalty: Pay, Promotion, Coworkers, and Work 
Environment. By referring to Cronbach's Coefficients Alpha in Table 2, Coworkers and 
Job Satisfaction is “Excellent” in reliability with 0.9 and 0.937 Cronbach's Coefficients 
Alpha, respectively; Promotion and Work Environment are considered “Good” in 
reliability with 0.895 and 0.883 Cronbach's Coefficients Alpha respectively; Pay is 
considered “Acceptable” in reliability with 0.737 Cronbach's Coefficients Alpha; 
Employee Loyalty is considered “Questionable” with 0.692 Cronbach's Coefficients 
Alpha. The variables have an overall mean range of more than 3.2 indicating that the 
respondents agree or strongly agree with the contribution of the variables to the job 
satisfaction and employee loyalty of McDonald’s employees. 
 
Table 3. Regression Analysis 
 

Variables  Employee 
Loyalty 

P value Job 
Satisfaction 

P value 

1. Pay 0.365*** 0.000 0.098* 0.030 

2. Promotion -0.613*** 0.000 0.440*** 0.000 

3. Coworkers -0.409** 0.002 0.246*** 0.000 

4. Work Environment 0.236 0.125 0.297*** 0.000 

5. Job Satisfaction 0.570** 0.004   

R2 0.313  0.825  

F value 9.484  123.374  

Durbin-Watson Statistic 1.020  1.223  
Note: N = 110; *p < .05, **p < .01, ***p <. 001. Dependent Variables: Employee Loyalty, Job 
Satisfaction. 
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Table 3 displays the regression analysis result of the model. Employee Loyalty is the 
dependent variable, and the independent variables are Promotion, Pay, Coworkers, 
Work Environment, and Job Satisfaction. The R squared value is 0.313. This indicates 
that 31.3% of Employee Loyalty is explained by Promotion, Pay, Coworkers, and Job 
Satisfaction. By referring to Table 3, Promotion, Pay, Coworkers, and Job Satisfaction is 
significant to Employee Loyalty. But since Promotion and Coworkers are negatively 
related to Employee Loyalty, H2 and H3 are not supported while H1 and H5 are proven. 
The Work Environment is not significant to Employee Loyalty as the p-value of Work 
Environment is more than 0.05. Hence, H4 is not supported. 

 
Pay, Promotion, Coworkers, and Work Environment might affect Employee Loyalty 
through Job Satisfaction. In the analysis, the independent variables are Promotion, Pay, 
Coworkers, and Work Environment while the dependent variable is Job Satisfaction.  The 
output shows that the R squared value is 0.825.  This indicates that Pay, Promotion, 
Coworkers, and Work Environment explain 82.5% of Job Satisfaction. The output shows 
that Promotion, Pay, Coworkers, and Work Environment are significant and positively 
correlated with β values of 0.440, 0.098, 0.246, and 0.297 respectively. The β value for 
promotion is the highest indicating that promotion brings the biggest effect on Job 
Satisfaction. Thus, H6, H7, H8 and H9 are proven.  

 
Figure 2. Overview Result 
 

 
 

DISCUSSION 
 

This study discovered the relationship between the independent variables and the 
dependent variables. The independent variables consist of pay, promotions, coworkers, 
working environment, and job satisfaction, which will influence the dependent variable 
(employee loyalty). According to the data, job satisfaction, pay, and working environment 
are positively associated with employee loyalty. Furthermore, the analysis results 
indicate that the model proposed in this study could explain the motivation to continue 
working in McDonald’s through pay, promotions, coworkers, working environment and 
job satisfaction that brings to the employee loyalty.  
 
 
The study shows that promotion is the most significant factor influencing employees’ job 
satisfaction with a beta value of 0.440. As job satisfaction is the mediator in the model, 
promotion should increase employees’ job satisfaction and employee loyalty at the same 
time. But the result of the study shows that promotion is negatively related to employee 
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loyalty. This is because promotion increases short-term job satisfaction but diminishes 
after one year (Otto, Dekker, Dekker, Richter, & Zabel, 2021). Thus, although promotion 
can increase job satisfaction in the short term, it fails to increase employee loyalty to 
retain the firm for the long term. 

 
The other significant factors for determining job satisfaction are work environment, 
coworkers, and pay, with beta values of 0.297, 0.246, and 0.098, respectively. The work 
environment has no significant effect on employee loyalty, but it has a significant effect 
on job satisfaction. This shows that the work environment has a mediating effect on 
employee loyalty through job satisfaction.  
 
Besides, the study illustrates that pay is the most important determinant that can 
influence their employees directly to employee loyalty with a beta value of 0.365. This is 
because reasonable pay is the main reason for most people to have a job, and they 
expect to get higher pay to have a better life for their family or themselves. High pay 
usually improves employee loyalty to stay in the current company. Compensation is a 
key factor in encouraging employees to work creatively and feel at ease in the workplace. 
As a result, determining adequate, fair, and effective pay is critical (Erisman & Arini, 
2016). Moreover, the working environment also gives a positive value of beta value 0.236 
when it ties with employee loyalty. The cultural working environment and effective 
workplace communication positively impact worker welfare, health, morale, and 
efficiency, bringing a higher loyalty among the employees.  
 
Finally, while promotions and coworkers were statistically significant factors impacting 
job satisfaction, they did not significantly influence employee loyalty directly and were 
reported at a negative value which is -0.613 and -0.409, respectively. As a result, 
McDonald’s might need to consider enhancing the pay, promotions, coworkers, and 
working environment to increase job satisfaction among employees and focusing on 
salary and working environment to maximize employee loyalty.  
 

CONCLUSION 
 

This research revealed the relationship between the independent variables (pay, 
promotions, coworkers, working environment, and job satisfaction) and the dependent 
variables (employee loyalty). The findings indicated that pay and job satisfaction are 
positively associated with employee loyalty. Pay is the variable prioritized by McDonald’s 
employees, followed by job satisfaction. Hence, hypotheses H1 and H5 have been 
accepted, while hypotheses H2, H3, and H4 have been rejected. Furthermore, our study 
has shown the mediating effect of job satisfaction variables on the relationship between 
pay, promotions, coworkers, working environment, and job satisfaction toward employee 
loyalty. We have discovered that pay, promotions, coworkers, and the working 
environment can affect employee loyalty via job satisfaction. Pay, promotions, 
coworkers, and the working environment were discovered to be positively linked to job 
satisfaction. The promotion has the greatest impact on job satisfaction, followed by the 
working environment, coworkers, and pay. Hence, the hypothesis H6, H7, H8, and H9 
has been accepted. Pay is positively related to employee loyalty and job satisfaction. 
McDonald’s employees evaluated pay as an important factor to derive employee loyalty 
and job satisfaction. Our respondents are satisfied and would stay at McDonald’s if the 
pay was good. McDonald's is advised to boost employee pay satisfaction by increasing 
wages, rewards, and benefits to enhance employees’ satisfaction and loyalty. 
 
LIMITATION  
 
There are a few limitations to this study. Only four factors that affect job satisfaction are 
the subject of this study. Therefore, the findings of this study are only based on those 
four factors. Moreover, the responses were collected from only five McDonald’s branches 
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in Malaysia and Indonesia. Hence, this study might not reflect the overall perspective of 
Malaysian and Indonesian McDonald’s employees. Furthermore, the responses were 
collected through an online survey using Google Forms. It was not feasible to interview 
the employees in person. As a result, we were not able to further understand the job 
satisfaction and loyalty level of the employees. Therefore, further research should be 
done on this topic by including more methods and more McDonald’s branches across 
Malaysia and Indonesia to collect information. Further research should be done to 
identify other factors that contribute to the employees' job satisfaction. 
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